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Yo: The Comxission

Conments of
The Nortleest tonicipal Cable Councdl

The Northwest Municipal Cable Council, on bebalf of their member and perticipating non-
nenber comsunities, offer their cosments in the mstter of Coasumer Protection and Customer

Servioe

s you stated in your background discussion, despite the faot that locsl authorities were
able to mandate and enforoe customer servioe standards, many 4id not. As & result oustomers
grew inoreesingly dissatisfied with the service provided by most ceble operstors. As
customer cospleaints grew, many local authorities researched customer servioce stendards but
met with oppoxition from the cable operators. ICI told owr officisls that we could not
undlaterally adopt standards without negotiatiom. Owr officdals 4id stick to their guns amd
standards were sdopted. Later, TCI formally sgreed to megotiated customer servioce and

AS & result, ocomplaints have gone from & high of 1801 in fisoal year 1967/88, to s low of
503 in fiscal year 1991/92. In eddition, 144 of the complaiats for last year were gemersted
by & oustomer servioce survey done in conjunctiom with & performance evaluation. For the
first half of this fiscal year, wo bave registered 1350 complaints. Everyons won. The
oustomers received better servioce, we received fewer complaints, and TCI guined over 28,000
subscribers. Even non-senber communities serviced by the system have bexsfited from the

standards even though they d4id not specifically adopt them.

Tkis is a suwooess story. The legislation, we believe, is to address those areas shere the
sunicipalities do not have the staff, knowledge, or in some cases unfortumately the
interest, to pursue development and enforcement of standards. The induwstry, in an attespt to
ward off legislstion, desigeed their own stendards. As you pointed out in yowr discussion,
these are volumtary and not emforosable. Our fear is that omoe the legislative heet is off,
sone operators will go back to business as uswl. For these reesoms, the standards bave to
be natiomal miximum stendards. This would also alleviate the necessity of modifying or
conduoting early remewals of existing franchises in order to put the standards in place.

Establishiag Stepdards:

e have enclosed s ocopy of our customer service standerds for your review. Our stendards are
sotwmlly a little less stringest than the ICTA standards ix some respects. Iromically, owr
standards were derived from the standards that ceble opsrators in swrounding arees expected
from their staff. As a former Group ¥ employee, I knew we had standards that we were
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after bour service. As & mtter of fact, ICI

to provide seven day service o:ll availability.

expected to keep and I suspected that most companies expected s certain level of perforsance
from their employees. In esteblisking the standards, we took the feedback that we received

from the various operators into consideration. ¥We allowed for sitwmtions where
power problems, storms and such, are out of the operator’s comtrol. TCI lus easily met the

standards almost from the time of inceptionm.
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for a basic only subscriber, 13.5¥ for the

average subscriber with one pay service. Illimods Bell charges a 1 1/2X late fee. Becawse

0 days atter the duwe date, you are subject to s

ved within 1
That is

you are billed in advance, you are paying a late fee om services you bhave not yet received.
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time it is doe.

+Late fees should be anywhere from 1¥ to an absolute maxiswm of 5¥.

days.

#Collections should be done by phone.
Yo feel that this would be & more reasomable approech, and would not ocost the operetor any

more to comply with. It may actwmlly go & long wmy towmrds isproving customer relations

*Beconnect fees should be no more than installation fees and should not apply to first time
wkich as we have already shown is profitable.

+#The customer should be given a full two weeks from the time he receives the bill to the
+Because of advance billing, disocomects should not take place before the bdll reeches 60

¥e previously tried to negotiate the following provisions with TCI in addition to the

provisions that are cwrrently in pleoce:
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Section 16: Maintenance And Customer Service
The Franchisee shall:

(a) Maintain all wires, conduits, cables and other real and personal property and
facilities comprising the cable tefevision in good working condition.

(b) At alf times maintain s force of one or more agents or employees in sufficient
numbers and of sufficient qualifications to safely. adequately and promptly repair
any structural damages to system equipment which is located, in over, under, or upon
public streets, ways or places: and to immediately secure the public safety in the
vicinity thereof, prior to, and during the making of said repairs.

(c) Operate the cable television system continuously, with operating personnel avail-
able on call 24 hours per day with a publicly listed telephone number to receive
compiaints and requests for repairs or adjustments at any time.

(d) Render efficient service, locate and repair malfunctions promptly, and respond to
subscriber service complaints within 24 hours after notice; except where
extraordinary circumstances exist, as provided in the Cable Communications

Ordinance.

(e) Maintain a log accurately showing the lime, the duration, probable cause, and
action taken on all failures or outsges on the main distribution system and each and
every subscriber complaint or request for repair received and the disposition
thereof. Said log shall be available for inspection by the Municipality or the public at
any time during normal business hours.

(f) Maintain a customer service office in ego} v i es;
Arlington Heights -Des—PisinesHanoverPark, llount Prospect Pu'k Ridge and
Schaumburg snd Streeswood Subscribers may use any customer service office listed
above for payment and adjustment of bills, complsints and requests for repair or
other transactions. Each office shall maintain reguiar-business

evening hours which shall include st s minimum, four and one-half business days

between Monday and Friday—and Saturday merning.

(g) Furnish information, as subscribers are consected or reconnected to the cable
television system, concerning the procedures for making inquiries or complaints.
Such information shall include, at a minimum, the address, teiephone number and
hours of operstion of the cable lelevision company, and title of the person to wvhom
such inquiries and complaints are to be addressed.



















